
N3V. 1 7 2003 



RECEIVED 



IN THE UNITED STATES PATENT AND TRADEMARK OFFICE 
IN RE THE APPLICATION OF: 

Stuart et al. Grp. Art. Unit: 2756 

Application No: 09/366,114 Examiner: S.P. Sing NOV 2 0 2003 

Filing Date: August 2, 1999 Date: September 19, 2003 TeChnOlogy Center 2100 

SYSTEM AND METHOD FOR Atty. Dkt. No: Stuart-ISAM 
PROVIDING A SERVICE TO 
A CUSTOMER VIA A 
COMMUNICATION LINK 

SUPPLEMENTAL DECLARATION UNDER 37 CFR §1.131 

1 . I am one of the co-inventors of the subject matter claimed in U.S. Patent application 
serial number 09/366,1 14 entitled system and method for providing a service to a customer via a 
communication link. 

2. The purpose of this declaration is to supplement an earlier DECLARATION OF 
INVENTORS UNDER 37 CFR,§1.131 to add additional evidence regarding the due diligence of 
the inventors between February 1998 and February 1999 to actually reduce the invention to 
practice. 

3. The attached document entitled ISAM DOCUMENTATION - DUE DILIGENCE 
is a table Usting activities performed by the inventors and/or agents of the inventors in an effort to 
diligendy pursue an actual reduction to practice of the subject invention. 

4. The activities listed in the table are sub-divided into different categories with the 
items marked "technical design" being directly related to an actual reduction to practice and all other 
categories, including strategic planning, market research, legal and meedngs all supporting the 
technical design effort and to overcoming the other obstacles associated with achieving an actual 
reduction to practice. 

5. Supporting docunientadon for several of the identified acdvities is also attached as 
per the designations in the table. 

6. I hearby declare that all statements made herein of my own knowledge are true and 
that all statements made on information and belief are believe to be tme; and further that these 
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SUBMISSION OF SUPPLEMENTAL DECLARATION UNDER 37 CFR $1.131 



Attached is a Supplemental Declaration under 37 CFR §1.131 that is intended to 
supplement an earlier filed Declaration of inventors under 37 CFR §1.131 to demonstrate due 
diligence in order to remove the Gisby reference as prior art against the present application. 



Respectfully Submitted, 




Michael B. McNeil 
Reg. No. 35,949 





statements are made with the knowledge that willful false statements and the like so made are 
punishable by fine or imprisonment or both, under § 1001 of Title 18 of the United States Code and 
that such willful false statements may jeopardize the validity of the application or any patent issued 
thereon. 

//^// /4 ^^^ ^ yii?^^ ^^ 

Date Robert O. Stuart 
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CATEGORY 



DESCRIPTION 



12/01/97 



Technical Design 



Review of ISAM technical drawing with A. McLellan. 



01/01/98 



Strategic Planning 



ISAM 'Brain' Map - this was my technique for developing all major and 
supporting activities from ISAM's initial concept to market implementation. 
The ISAM brain map is a living document with many adds, changes and 
revisions. Attached. 



01/01/98 



Technical Design 



ISAM block diagram with A. McLellan. 



01/01/98 



Technical Design 



ISAM Advantages. 



01/15/98 



02/01/98 



Market Research 
and Special Studies 



Phase Two - Six sigma proposed study' - Prof. R. Magjuka. 



Legal 



Sample non-disclosure forms provided by Steve Lee, Don Homback, Dr. 
McLellan and Scott Stuart (attorney). Signed copies in files. 



03/01/98 



Strategic Planning 



ISAM Six Sigma goal. Attached 



03/01/98 



Strategic Planning 



ISAM Advantage. Attached 



03/01/98 



Technical Design 



ISAM feature requirement - with A. McLellan and Don Hornback. 



03/30/98 



Legal 



Non-Disclosure for Don Hornback 



04/01/98 



Meetings & 
Presentations 



Volt Delta software and hardware developers - Orange County, CA 4-2-98 to 
4-3-98. Tape recording, minutes by Don Hornback, Non-Disclosure forms, 
travel documents, etc. Eight Volt Delta employees in attendance. 



04/01/98 



Technical Design 



ISAM announcement system requirements and capacity. 



04/02/98 



Legal 



Non-Disclosure for Volt Delta 



04/02/98 



Technical Design 



Volt Delta DSS design. Notes from Don Hornback. 



05/01/98 



05/01/98 



Meetings & 
Presentations 



Jack Sears - VP Continental Insurance. Race Day in Suite 36 for 
•Indianapolis 500'. Six sigma market potential for call centers. No specific 
ISAM mention but a 'market research' opportunity. 



Strategic Planning 



USADA Expense Reduction and Pricing memo for PSR, DFALT, ICAP and 
ISAM. ISAM Is shown as intangible expense savings. Attached DA 
industry estimate. 



05/01/98 



Technical Design 



ISAM data recording requirements - revised. 



06/01/98 



Strategic Planning 



USADA Product Summary with ISAM. Attached. 



06/01/98 



Technical Design 



ISAM report generation. Recommendation of many 'report generation' 
programs. SPSS, etc. meetings with S. Stuart, Don Homback, A. Miller to 
review Volt Delta stat pack. 



07/01/98 



Market Research 
and Special Studies 



USAA recommended as best candidate for ISAM - A. Miller & McLellan & 
Associates 



08/01/98 



Strategic Planning 



Request for Price Quotation - Prof. Alden McLellan (McLellan & Associates) 
recommendation for ISAM RPQ. Attached. 



11/01/98 



Market Research 
and Special Studies 



ISAM 'Survey questions' - ROS memo 



11/01/98 



12/01/98 



Technical Design 



ISAM capacity requirements. A. McLellan memo. 



Market Research 
and Special Studies 



ISAM study for announcement seconds. E. Feid. 



12/01/98 



Technical Design 



ISAM announcements. 



m 1 ? 2«B 
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' ^2/01/98^ 


Technical Design 


ISAM post First Office Application features. 






Meetings & 
Presentations 


Charles Townsend. Local investor with interest in ISAM. Non-Disclosure 
fonn signed. 


03/09/99 


Meetings & 
Presentations 


John & Linda LaVine - Meeting for call center ISAM marketing opportunities. 
Non-Disclosure signed. 


monthly/98 


Meetings & 
Presentations 


Paul Wagner - Financial advisor with monthly meetings. Paul would be glad 
to provide an affidavit if necessary. 


dates unknown/98 


Meetings & 
Presentations 


Bill Perry - now Senior VP for CIGNA but considered a position with my 
company after leaving Lucent Technologies. Bill saw market need for 
ISAM. Several meetings in Indianapolis and many phone calls. 


date unknown/98 


Meetings & 
Presentations 


Ron Beaumont - Chief Technology Officer for MCI WorldCom, Washington, 
D.C. headquarters. 


dates unknown/98 


Meetings & 
Presentations 


Steve Johnson - SVP for MCI Worldcom Business Services. Several phone 
calls. 


weekly/98 


Meetings & 
Presentations 


Pathway Technologies/Don Homback - weekly and daily meetings in 1998. 
Shared office in 1999-2000. 


dates unknown/98 


Meetings & 
Presentations 


Professor Rich Magjuka - lUPU at Indianapolis. Frequent meetings with 
ROS and Gary Price. 


date unknown/98 


Meetings & 
Presentations 


Nelson Thibodeaux, CEO, Universal Directory Services, Inc., Hurst, Texas. 
Meetings with Gary Price, Professor Magjuka and ROS at Lewis and 
Kappes, 1998. 


date unknown/98 


Meetings & 
Presentations 


Charlie Holder - Executive with Thomson Electronics. Six sigma 'ISAM' 
market research opportunity. 


date unknown/98 


Meetings & 
Presentations 


Dr. Donald Brown - CEO, Interactive Intelligence, for software requirements 
and market opportunities for ISAM 'type* products. 


date unknown/98 


Meetings & 
Presentations 


Alan Schmidt, math professor with discussion on sample size vs. confidence 
levels for ISTaM. Don Homback introduced. 


date unknown/98 


Meetings & 
Presentations 


Scott Jones, Escient CEO and founder. RPQ discussion for ISAM. Don 
Homback introduced. 


dates unknown/98 


Technical Design 


Requirements for ISAM technical interface specifications for ACD 
switch/server, PBX, announcement system, database retrieval system and 
audio response units. 


dates unknown/98 


Technical Design 


Technical random Nth sample and confidence level. A. McLellan, Don 
Homback, and math PhD. Alan Schmidt (introduced by Don Homback) 


01/98-12/99 


Legal 


McLellan & Associates monthly review of any significant ISAM related 
recentiy issued patents. 


01/98-12/99 


Legal 


Research on "is customer on-line notification required for ISAM recording" 
for state (Indiana) or Federal. S. Stuart - date? Several discussions with 
no documentation in file. Also discussed with G. Price but no letter. A 
number of G. Price billing invoices for this period but no specific ISAM 
reference. 


1/22/99 & 9/14/99 


Meetings & 
Presentations 


James Schmidt of International Group. ROS, A. Miller, Steve Lee, Don 
Hornback, Gary Price and Paul Wagner in attendance. Market evaluation 
for ISAM in U.S. and Europe with investment required. 


1997, 1998, 1999 


Meetings & 
rrescniaiions 


Steve Lee - weekly meetings and discussions for venture capital 
opportunities. 


2/98, 3/98 


Technical Design 


Requirement for ISAM ACD circuits. 




Meetings ot 
Presentations 


Presentation slides for ISAM. 


5/98, 6/98 


Technical Design 


ISAM voice recognition system 


5/98. 6/98, 7/98 


Technical Design 


ISAM report system. 


6/98 to 6/99 


Meetings & 
Presentations 


S. Walker, E. Feld, K. Berry - employment opportunities discussion. 
Meetings and phone calls. 



1/ 





Meetings & 
Presentations 


D. Haynes & G. Gaucher meeting in Mackinaw, Michigan for strategy 
meeting and potential employment. 


^ 7/98-12/98 


Market Research 
and Special Studies 


CWA contract - ISAM analysis. A. Miller obtained copies of Ameritech and 
CWA Operator Services contracts. No contract language for 'monitoring' 
uidi wouia preciuae loMivi. v^aienaar noies lor a. Miner. 


9/98-10/98 


Market Research 
ana opeciai oiuuies 


TFDA ISAM Six Sigma defect rate for 1200 agents. A. Miller/E. Feld data 
analysis. Anacnea. 


ui/i4/yy 


Meetings & 
Presentations 


Greg Johnson, CMF -international ISAM technical advantages / 
India/Phillipines call centers- several meetings ensued 


02/05/99 


Meetings & 
Presentations 


Michael Evans, CHORUS; Greg Johnson ISAM presentation and discussion 


01/98 - 12/99 


Legal 


McLellan & Associates monthly review of any significant ISAM related 
recently issued patents. 


01/98-12/99 


Legal 


Research on "is customer on-line notification required for ISAM recording" 
for state (Indiana) or Federal. S. Stuart - date? Several discussions with 
no documentation in fie. Also discussed with G. Price but no letter. A 

niimhprnft^ Prir^ja hillinn 


1/22/99 & 9/14/99 


Meetings & 
nreseniaiions 


James Schmidt of Intemational Group. ROS, A. Miller, Steve Lee, Don 
Homback, Gary Price and Paul Wagner in attendance. Market evaluation 
lui lo/Aivi III vj.o. diiu djiupc Willi iiivcouTicni requireu. 


1 QQT 1 QQfi 1 QQQ 
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r» — • 5 

Meetings & 

Presentations 


Steve Lee - weekly meetings and discussions for venture capital 
opportunities. 


02/01/99 


Presentations 


^iidMic nuiuci - cacuuuvc Willi 1 nomsun ciecirontcs. oix Sigma loAivi 
market research international opportunities. 


01/99-03/99 


Technical Design 


Emilie Feld - on-going data analysis for ISAM 


01/11/99 


Technical Design 


A. Miller - martlet study for FOA candidates (approx. 3 week project) 


1/11/1999-2000 


Technical Design 


Daily consultation with Pathway Technologies - ongoing ISAM development 
(shared office space) 
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ISAM Feature Requirements 



RECEIVED 



1, 



Interface technical specifications for - 

• ACD switch 

• PBX 

• Servers 

• OEM database retrievals systems 

• OEM 'decision tree' announcement systems 



Technology Center 2100 



NOV 2 0 2003 



2. Decision Tree* announcements 



3. ISAM must monitor and communicate by sending and receiving various signals, 
codes and data at multiple points in the call path - 



• Aimouncement circuits 

• Incoming trunks 

• Calls waiting in Queue 

• Agent consoles (Agent ID, Call Disposition, etc.) 

• Audio Response Unit position release circuits 

• OEM database retrieval systems for call disposition data 

• Position disconnect but ISAM circuit connected to ISAM VR unit and 
data record 



4. ISAM supervises and controls the PSTN customer call and monitor the agent - 
OEM database retrieval activity 



ISAM survey post agent or ARU response 
ISAM initial survey request at incoming trunk 




3-13-98 (Rev.) 



ISAM Feature Requirements 



RECEIVED 



1 . Interface technical specifications for - 

• ACD switch 

• PBX 

• Servers 



NOV 2 0 2003 
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• OEM database retrievals systems 

• OEM 'decision tree' announcement systems 

• Audio Response Units 

2. T)ecision Tree* announcements 

3. ISAM must monitor and communicate by sending and receiving various signals, 
codes and data at multiple points in the call path - 

• Announcement circuits 

• Incoming trunks 

• Calls waiting in Queue 

• Agent consoles (Agent ID, Call Disposition, etc.) 

• Audio Response Unit position release circuits 

• OEM database retrieval systems for call disposition data 

• Position disconnect but ISAM circuit connected to ISAM VR unit and 
data record 

• Incoming trunks (local, toll, IXC, hotel, coin, etc.) 

4. ISAM supervises and controls the PSTN customer call and monitor the agent - 
OEM database retrieval activity 



• ISAM survey post agent or ARU response 

• ISAM initial survey request at incoming trunk 






4-7-98 (Rev) 



ISAM Feature Requirements 



RECEIVED 



1 . Interface technical specifications for - 

• ACD switch 

• PBX 
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• Servers 

• OEM database retrievals systems 

• OEM 'decision tree' announcement systems 

• Audio Response Units 

2. Decision Tree' announcements 

3. ISAM must monitor and conmiunicate by sending and receiving various signals, 
codes and data at multiple points in the call path - 

• Announcement circuits 

• Incoming trunks 

• Calls waiting in Queue 

• Agent consoles (Agent ID, Call Disposition, etc.) 

• Audio Response Unit position release circuits 

• OEM database retrieval systems for call disposition data 

• Position disconnect but ISAM circuit connected to ISAM VR unit and 
data record 

• Incoming trunks (local, toll, IXC, hotel, coin, etc.) 

4. ISAM supervises and controls the PSTN customer call and monitor the agent - 
OEM database retrieval activity 



• ISAM survey post agent or ARU response 

• ISAM initial survey request at incoming trunk 



ISAM Announcement System 



• Capacity for 1 to 20 different announcements 

• Capacity for 1 to 20 incoming trunks 

• Voice Recognition or customer keyed input for Yes-No approval to 
participate in survey 

• Announcement length from seconds to seconds 

• Remote access for nev^ recording changes, addition or deletion of phrases 

• Random selection for specific announcements 

• Screening capability for VIP ANI customers, call type, trunk type, pre- 
selected NPA-NNX marketing, etc. 

• Time, Day and Date parameters for ISAM operation 

ISAM Data Recording 

• Customer Yes-No response of initial 'decision' tree announcement for 
incoming trunk 

• Voice Recognition and/or keyed customer input 

• Data storage for key details - 

- Customer ANI 

- Time, Date 

- Agent ID 

- Call Type 

- Customer response voice recognition/keyed 

- Customer recorded message 

- Customer connection to manager 

ISAM Report System 

• Immediate cut-through and contact with manager 

• Analysis by individual Agent, manager, team, office or system 

• Analysis by individual customer, class of customer, call type 

• Analysis by service item (courtesy, accuracy, overall service, speed of 
service, etc.) 

• Control collection of data for multiple system by polling or data 
transmission at pre-selected times or thresholds 

• Polling? 
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July 16, 1998 



Bob Stuart 



FROM: 



Annette 



Bob, 



In our recent staff meeting at the Grand you asked us to consider firms that we felt might 
be the best potential clients for ISAM. I did some research and I think one good one to 
perhaps approach would be USAA. Best known as a major insurance company, they are 
also extensively involved in financial services. USAA is a Fortune 500 company with 
call centers around the U.S. and Europe. 
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Post Office Box 501250 
Indianapolis, IN 46250-1250 



Alden McLellan IVPh,D., RE., M.BA. Telephone: (31 7) 576-9900 

President 



August 12, 1998 



R. 0. Stuart 

USADA, Inc. 

5951 Camelback Court 

Indianapolis, IN 46250 
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Bob, 




Sincerely, 




AM:lc 




Post Office Box 501250 

In dianapolis, IN 46250-1250 

Alden McLeUan IVPh.D., P.E., M.B^. Telephone: (31 7) 576-9900 

President 



October 5, 1998 



R. O. Stuart 
President, USADA, Inc. 
5951 Camelback Coiirt 
Indianapolis, IN 46250 



Sincerely, 



Alden McLellan 
President 
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ISAM 
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Post Office Box 501250 

Indianapolis, IN 46250-1250 

Alden McLelian IVPh.D., RE., M.BA. Telephone: (31 7) 576-9900 

President 



December 10, 1998 



Mr. R. 0. Stuart 

President 

USADA^ Inc- 

5951 Camelback Court 

Indianapolis, IN 46250 
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Dear Bob, 




Sincerely, 




Alden McLelian 
President 



AM:lc 



I 



ISAM ANNOUNCEMENTS 

(Parameters) 



SINGLE 



• ISAM Greeting 

• ISAM Instruction 

• ISAM 'Quality' Question 

• Customer Response 

- Keyed 

- Voice Recognition 

• Customer Comment 



MULTIPLE 



ISAM Greeting 
ISAM Instruction 

Random Selection of Question/Agent 
Customer Response 

- Keyed RECEIVED 

- Voice Recognition NOV 2 0 Z003 
Customer Comment 

Remote 'Dial-Up' Recording Technology Center 2100 



12-98 



NOV 1 72003 



ISAM SIMULATION 

(Requirements) 



Equipment 

• PC as ACD Server 

• POTS Incoming CaUs 

• IVR Software 

• Random Call/Announcement 

• Multiple On-Line Agents 

• Announcement Script 

• Random Nth Sample 

• Data Collection and Storage 

• Report (Agent, Team, Call Center) Generation 

• Data Polling 

• Customer "Keyed' Response 

• Customer Key Word 'IVR' 

• Customer 'Solicited' Comment/Recording 

• Yes-No Decision Tree 

• Customer Unsolicited Key Word' Queue Comments 



11/98 



1^ 



ISAM FEATURES 
(Post FOA) 



Feature 

• Interface with ICAP 

- Provide data for individual agent overall measurement of performance 

• ISAM Intelligent Query 

- Selected survey question during high ASA quarter hours 

- Selected survey question for individual callers with high ASA 

- Selected survey questions for customers with 'regenerated* attempts 

- Selected survey question based on customer demographics 

- Selected survey question based on originating NPA-NNX 



ISAM Intelligent Report Generation 

- Correlation studies of agent performance vs. sales, customer retention 
" Correlation studies of agent productivity and customer satisfaction 




The design, engineering, development, manufacturing, installation, marketing, training 
and maintenance expense and revenue for ISAM will be based on usage sensitive pricing. 
The call center client will easily relate value to work volume, number of agents, 
positions, position hours and ACD servers. The associated data is readily available and 
offers pricing flexibility for both fixed and variable expense. 

The following tables illustrate the pricing options for a typical agent and call center. The 
assumptions used are 1320 position hours per agent per year, $14/hour wage rate, percent 
occupancy at 90, 1.8 agents per position, 250 agents per call center v^th an AWT range 
from 30 seconds to 10 minutes. 



Pagel 



us ADA, Inc. - PROPRIETARY - 1998 



7/13/1998 



USAGE SENSITIVE ISAM RTU FEES 
(Intangible Savings) 







Percent Savings* 






10 


2^ 


10 


10.0 


RTUFee/CaU@ 30" AWT 


.00050 


.0013 


.0027 


.0054 


60" 


.0011 


.0027 


.0053 


.0106 


2' 


.0021 


.0053 


.0106 


.0212 


5' 


.0053 


.0132 


.0263 


.0526 


10' 


.0105 


.0263 


.0526 


.1052 


RTU Fee/Pos Hr 


.04420 


.1105 


.2206 


.4412 


RTUFee/A/M 


$6.33 


15.75 


31.58 


63.17 



FTU Fee/Position/M 



$11.33 



28.33 



56.83 



113.67 



Six Sigma Rev/Y/RTU Fee 



18.9 



47.3 



94.7 



189.4 



Alternative (1) w/5% Productivity Increase 
RTU Fee/30" Call .0010 
RTU Fee/Pos Hr .0500 
RTUFee/Agent/M $10.00 
RTU Fee/Pos/M 10.00 
Annual Revenue 
Client Savings = $473,500 



$35,600 
16,500 
30,000 
16,680 

$98,780 



* Equivalent to 20% expense reduction. 
Quality improvement with reduced customer turnover and increased market share 
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USADA, Inc. - PROPRIETARY - 1998 



January 1998 



PENDIX 1 



PRODUCT 



USADA EXPENSE REDUCTION SUMMARY 



Annual Expense Savings 
TFDA Per Position DA INDUSTRY Per Position 



PSR 

Voice Recognition of 
intervening call attendant vs. 
calling customer 

CAPS 

Productivity sj^stem 
based on statistical 
standards and true cost 
for individual call 
attendants 



$16.8 M $15.5 K 



$150.0 M 



$6.0K 



$ l.OM $ 1.4 K 



$ 35.0 M 



$ 1.4 K 



ISAM 

Real time customer 
perception measurement for 
individual call attendants 



Intangible 



SDHFA 

- free training time 

- percent occupancy 

New forcing algorithms that 
increases percent occupancy, 
converts idle seconds into 
free training hours and 
provides improved, more 
consistent service levels 



$ 
$ 



1.1 M 
1.8 M 



$ 1.6 K 
$ 2.7 K 



$ 40.0 M 
$150.0 M 



$ 1.0 K 
$6.0K 



OPERATIONAL EXPERIENCE $20.2M $29.7 K * * 

ROS concepts of Force 
Strategy, Network Design, 
Management Informaticm 
Systems, etc. 

TOTAL $40.9M $50.9 K $325.0 M ** $14.4 K 



Internal AT&T benchmarks support a 3S percent savings vs. other AT&T large teams. Industiy savings will vary 
depending on relative efficiency of each Ehrectoiy Assistance entity. 

Does not include savings for large team operations in areas such as 800 in4x}und, customer service or 
reservations. This market is four to five times (he size of Directory Assistance. The analysis is limited 
to the U.S. maiket. 



USADA, Inc. 



USADA, Inc. - PROPRIETARY - © Copyright 6/1998 



USADA Product Summary 



• DFALT 

An automatic force management system that converts idle time into productive 
hours with improved and consistence customer service at a lower cost. 
Potential Benefits 

5-15% increase in Percent Occupancy 

40 hours per position freed for training or other productive work 

• ISAM 

Measures customer satisfaction accurately and in real time from individual agent to 

corporate level. 

Potential Benefits 

Six Sigma level quality on call center interactions 

Real-time data on individual agent, supervisor, manager, call center or 

division level performance 



iCAP 

An expert financial and productivity measurement system that tracks key 
performance items for all significant cost factors. Produces a true unit cost that 
applies for individual agents to corporate level. 
Potential Benefits 

Cost reduction of $1500 per position through improved productivity 
Reduced management time for collection and analysis of data 

PSR 

A speech recognition system for individual agents to access databases and to 
control position consoles. 
Potential Benefits 

Up to 50% reduction in average work time per query 




i 

O 

i 

ci 
D 




s 



i 

i 



9 

I 



CO 



CO 



(0 (D 



S5h 



§1 IJ^ 



CO 



(0 



8 2 S 



(0 • • • 



I- Q-5 > 



CO 

8 



CO 

CD E 

Co n 
O C 
Q. 

o o*^ 
>< CsJ 
(D - 

CD - 

-8 

it 

^ c 

CO d) 

© !5 
TO o 

«^ 

T3 

o5 



Ovu 

- <D 

C ^ 

CO 0) 



s 



s 

^ $ 

CO CD -2 

TJ X: CL 

O O CD 

_ CN i2 

CO c c 

"O ^ o 

1^ CO 2 

^ CO F 

.£ © o 

*S o « 

0) C CO 

;C £^ 

I- CO o 



o 2 
o 9> o 

<D 0) -O 
<D £ © 

£ §> C5 

CD 

£ 2 E 

C «o £ 
0) 0) "5 

® O O) 



8 



.i= (0 
© o f> 

X =f #A 



c 
o 

O CO 



CO 

© 



CO © 

^ CO 

"O c ^ 

© O jc 

© Q. 



© 



CO xj 
CD © g 



© 



© CO 

c CO 

>^ ® © 

3 © D O 

c CO 

^ 5 © CO 

~ © 

i5 §*© S 

3 c £ c 

E c: 
S - 'S 

© OQ C 



(0 



CO CO to 

CD © D 



S2 

o| 

o ^- 

CO g 

c 5 
© > 

E -o 
© c 
O) - 
CO x: 

-C o 



o o 



(0 O (0 

o (0 E 



8 £ 2 8 £ 



■o H <» 

® CO <u 

x> E £ 

CO <D 

C O 13 



© 



8^ 



c ® © 

Q F 



CO 



O © 

O OE) 



CO 

c 
,o 

t3 

2 
© 

c 

© 
E 
o 
to 

O 

© 
> 

T3 

^ CO 

1 8 

.9 (0 

© 

x: ^ 
a> o> 
D c 

2 « 



T3 
C 

^ 2- 
Q. a> 

i2 TO 

<D C 
CO & 

ECO 

co £ 
CO 

© o 
> o 

I? 

-2 E 

CO 



© 

C 
© 



c 
© 

E 



2^ ^ 

CO CD 

.5>E ^ 

? ^ c 
|Eg8 



O (D 
= O) 
CD 
C 
(0 

E 



8 



I 

CO S 

S25 




o 

(0 

c 



o 
75 
c 

c 

P ^ 



1 ° 



i2 

O (C 

I- ® 

= a> 



<0 



CO 

o 
o 

t 

o 

(0 
(0 

E 

X 



CO 
CM ^ 

d) 



m O 

Q. ig 

CO 0) 

O ^ 

m (0 

O ^ 

o o 

h- o 



o 

o g E 

iS = ^ 

C w 3 

< < o 



0) 

0!) 
> 

I 

00 



<D 

o 

"5 
O 

£ 

CO 

■c 

o 
O 

> 
Of 

< 

UJ 

d: 
a 
O 
a: 

Q- 



< 
< 

€0 
3 



»0' 



0) 



13 



Q> 
O 

TO 

I 



(0 

G) 

C 

■ ■■■ 

■D 
C 

■ ■■■ 

U. 

>» 
■D 
3 



(A 

■a "5 

O 

N i_ 

■o £ 

(0 

JC 0) 



w o 



(0 

o 



CO 



i2 2 S.2 



0> CO 



0) ^ 

> E 

3 »_ 
UJ Q. 



CM 
CM 

•a 

w o 

C Q. 

>» w 
"E 2 
05 



Q> 
(0 
*> 
0) 

or 

GO 
O) 

a> 



0) 

o 

ts 

O 

£ 

•c 
>* 

Q. 
O 

o 

I 

> 

UJ 

(£. 

Q. 

o 
tr 

Q. 



< 
o 
< 

CO 

3 



7 2DC3 



«2 



0) 

o 

Q> 

(O 

I 



(0 

c 



(0 

o 0) 

o ^ 

N 4. 

■o 5 

0) o 



0) JI 

a 

^ o 

15 
o 



(0 

JQ 



1^ 
CO 



CM 
CM 

o 

0) 
3 

o 

CO 



c 

0) 

E 
o 
> 
o 



E 
2 



« c 

> O 
3 = 

uj E 



CN| <D 
^ O 



O 
0) 



0> CO 



- ^ 

00 
<7> 



(0 

> 

I 

00 
O) 



o 

ts 

O 

•c 

Q. 
O 
O 
I 

>- 

< 

a: 

CL 

O 
q: 

Q_ 



< 
o 
< 

(0 
3 




^ to 

CO 

I 



o 
o 

mmm 

0) 

E 

X 



(0 

o 

It 

9 E 
o 

M o 
^ O 



3 
O 

(0 



i| 

(D Q. 

« E 
^ o 

(1) 7: 

0) .= 

1- <D 



0) o> 



i= ^ .2 £ 

5 o S w 

II 



(0 



E 
o 



O (0 



o ^ 

o o> 

12 

II 

CO ^ 

■o c 
o 
o 



GO 
O) 



>» 
o. 
o 
o 

< 



a. 
o 
q: 
a. 



< 
o 
< 

CO 
3 



(0 




3 

(0 
0) 



(0 

I 



o 
o 

Q. 



(0 

o 



0) 

o 

■■■■ 

t 

0) 
0) 

E 
o 

to 

3 
O 

(0 



0) 

3 
(0 
(0 
0) 

E 



3 
O 

■ mi 

«: 

(0 

mmm 

c 
o 

■ ■■■ 

0 O 
C> > 

m iS (0 
C 3 O O 

1 (0 o o 

^ • • • 

(0 
3 

o 



0) 

2 

3 
O 

o 

(0 

c 



<0 
3 

■D 

> 

■ ■■i 

■o 
c 

C 
0) 

E 

0) 

3 
0) 
(0 

o 
E 



o 

Z (0 



1 

o 
O 

> 
< 



a: 

CL 

O 

0. 



0) 

is 

0) 



It 

o 

0) 
CO 

I 



o 
o 

t 
O 
CO 

cS 



0) 

E 
o 



0) ^ 



i2 IS 

(0 S = 

3 ^ o 

0 < c 

1 o ^ 

0) S> (0 

^ ^ o 

C o 0) 

o "5 

c O 



-So 



(0 

c 
o 

■ ■■■ 

2> 3 
Q. 7 

I* 

— C 

75 g 
o E 

c E 

0) o 
u> £ 

^ o 
IS "S 



c 

0) 

E 

E 
o 
o 

■o 
c 

(0 

0) 
(0 

c 

O CO 
0) 

<D ^ 
Q. ft. 



CO 

CO !2 



o 
a 



0) 
C 

o 

c 

CO 

E 

CO 

To 



Q CO 



c o 

CD = 



D) CO (D 
CO O ^ 



■ ■■1 

> 
■5 



CO CO — w cR 



c c 
(0 2 2 



E 

3 
O 

o 

< 



c 

o 



< < 



I i I I I I 



E 



CO 
0 



CO 

CO o 



0) 

a 
o 



> s 



CO 



x: 
•c 

Q. 

O 

O 
I 

>- 

? 

UJ 

q: 

Q- 

o 

Q. 



< 
Q 
< 
CO 
3 






ISAM 



• Individual agents 'personal service* report card 

• Accurate, real time customer perception of service, practice, products, 
prices, advertising, etc. 

• Analysis of customer 'Queue comments' 

• Reduce customer loss rate 

• Eliminate 1 5 to 20% of management time for quality checks 

• Eliminate census quality announcements 

• Six sigma quality for call centers 
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ISAM SERVICE QUESTIONS 



Category 



Example 



Avg Seconds 



1) Initial " Company Name is greatly interested 

in your evaluation of our service 
for this call" 

"If you would like to participate please 
key 1 for Yes or 2 for No ." 

or "If you would like to participate please 
say Yes or No." 



2) Agent "Was the agent helpful?" 

"Was your agent courteous?" 



3) Product Manager "Did you obtain the information you 

wanted?" 

"How satisfied are you with our 
product, price, etc.?" 

"Did you see our ad in 

todays ^?" 



4) Service "Did we answer this call in a timely 

manner?" 

"Were you able to reach the agent 
on your first attempt?" 



USADA, Inc. 



lOm- Revised 




Category 



ISAM SERVICE QUESTIONS 



Example 



Avg Seconds 



1) Initial 



or 



" Company Name is greatly interested 
in your evaluation of our service 
for this call" 

"If you would like to participate please 
key 1 for Yes or 2 for No." 

"If you would like to participate please 
say Yes or No." 



2) Agent 



"Was the agent helpful?" 
"Was your agent courteous?" 



3) Product Manager "Did you obtain the information you 

wanted?" 

"How satisfied are you with our 
product, price, etc.?" 

"Did you see our ad in 

today's ^?" 



4) Service 



"Did we answer this call in a timely 
manner?" 



"Were you able to reach the agent 
on your first attempt?" 



5) General 



"How well did we serve you today?" 



